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TQM critical success factors in hospitality Industry and

their impact on Customer Loyalty, a theoretical Model
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Conclusion:

The primary objective of this study is to develop a TQM
implementation and evaluation research framework that
can be used as a guide in the formulation of an effective
TQM implementation approach to Egyptian 5- stars hotels
business. The present study attempts contribute to the
development of conceptual framework and research model
particularly for Egyptian 5- stars hotels.

To carry out this study, the key TQM CSFs, service
quality, customer satisfaction and customer loyalty have
been extensively investigated as presented earlier. Based on
this review, a research model of TQM implementation in
relation to company performance by measuring service
quality has been proposed. Four research questions, 4 main
hypotheses and 20 sub-hypothesis were formulated
from this model (10 hypotheses for assessing the extent of
implementation of TQM practices, 10 hypotheses for
evaluating the perceived service quality of the 5-stars
hotels and another 2 to measure the impact of the selected
10 TQM CSFs on customers satisfaction and loyalty).
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